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Masyarakat Indonesia masa kini ternyata semakin senang dengan aktivitas yang 
menggunakan internet. Oppo Electronic Corp, LTD berdiri pada tahun 2004 di 
Dongguan, Guangdong, Tiongkok. Ketika memasuki era keemasan Android, Oppo 
mulai melakukan pengembangan di ponsel yang memiliki keunggulan pada kameranya. 
Oppo masuk ke Indonesia pada tahun 2013. Oppo hadir dengan konsep yang berbeda 
yaitu dengan konsep premium dengan spesifikasi yang sangat bagus. Namun Oppo tidak 
hanya memproduksi smartphone yang berkelas premium saja. Saat masuk ke 
Indonesia Oppo sudah menyiapkan beberapa tipe yang dapat menyasar seluruh 
lapisan masyarakat. Sehingga penelitian ini memiliki tujuan untuk meneliti 
Pengaruh Product Quality, Service Quality, Brand Image terhadap Customer 
Loyalty melalui Customer Satisfaction Pada Pengguna Smartphone OPPO di 
Surabaya. 
Teknik analisis yang digunakan dalam pengambilan sampel pada 
penelitian ini adalah non probability sampling dengan cara purposive sampling. 
Sampel yang digunakan sebesar 170 responden yaitu pengguna smartphone 
OPPO di Surabaya. Teknik analisis data yang digunakan adalah Structural 
Equations Modeling (SEM) dengan menggunakan program Analysis of Moment 
Structure AMOS. 
Hasil dari penelitian ini membuktikan bahwa product quality berpengaruh 
positif dan signifikan terhadap customer satisfaction, service quality berpengaruh 
positif dan signifikan terhadap customer satisfaction, brand image berpengaruh 
positif dan signifikan terhadap customer satisfaction, customer satisfaction 
berpengaruh positif dan signifikan terhadap customer loyalty.  
 
 





THE EFFECT OF PRODUCT QUALITY, SERVICE QUALITY, AND 
BRAND IMAGE ON CUSTOMER LOYALTY THROUGH CUSTOMER 
SATISFACTION ON SMARTPHONE USERS 




Indonesian people are more interest with activities that use the internet on 
this day. Oppo Electronic Corp., LTD was founded in 2004 in Dongguan, 
Guangdong, China. When launching the golden era of Android, Oppo began to 
develop on mobile phones that have advantages in their cameras. The opposition 
entered Indonesia in 2013. The opposition came with a different concept from a 
premium concept with very good specifications. But Oppo doesn't only produce 
premium-class smartphones. When entering Indonesia Oppo has prepared several 
types that can target the whole society. Product Quality, Service Quality, Brand 
Image to Customer Loyalty through Customer Satisfaction in OPPO Smartphone 
Users in Surabaya. 
The analysis technique used in sampling in this study is non probability 
sampling by purposive sampling. The sample used amounted to 170 respondents 
namely OPPO smartphone users in Surabaya. The data analysis technique used is 
Structural Equations Modeling (SEM) using the AMOS Analysis of Moment 
Structure program. 
The results of the study prove that product quality has a positive and 
significant effect on customer satisfaction, service quality has a positive and 
significant effect on customer satisfaction, brand image has a positive and 
significant effect on customer satisfaction, customer satisfaction has a positive and 
significant effect on customer loyalty. 
 
Keywords: product quality, service quality, brand image, customer satisfaction, 
customer loyalty. 
 
 
 
 
